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Europ Assistance is currently facing a decisive moment to diversify its business model which 
is very reliant on the auto business line. The purpose of this part of the paper is to analyse the 
status quo and strategic alignment of the firm. An extensive literature review, a broad range of 
interviews with all relevant external and internal stakeholders as well as a global industry 
benchmarking had been conducted to identify the market needs and potential solutions. 
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Monitor: Being responsible to outline the slides’ backbone most of the
time, I was often updated with everyone’s tasks which enabled me to
understand the rational of each slide and the deadlines compliance.
President: I believe I assumed this role as more of an informal leader
responsible to assure everything was being performed under the scope we
defined, while trying to insure consistency and robustness of the work.
Strategist: As an aspiring consultant, I focused a lot in the project structure
since the beginning and made sure we had a robust fact pack that could
support the recommendations that we would derive.
Finisher: I was often more involved in outlining the structure and the slides
that were going to be delivered. Although I tried to be a perfectionist in
everything, time-wise it was not possible to go over everything in detail.
Operational: This project was extremely high-level being paramount to
ensure it was actionable for the company. In future projects, it is really
important that I become more practical in ideas that seem more abstract.
Prospector: As we were facing a confidential project, it was hard for the
team to find personal sources that could support us in this project,
however, I believe we found the right sources in the reasonable amount.
Structure – A project with such a wide scope would not be feasible in the
period of time we were at the client site, if we did not place as much
emphasis as we did in the project structure since the beginning.
Team – Having a good relationship with the client and the right structure is
extremely important, but above all, the success of this work is largely
assigned to the team spirit and sacrifice we had throughout this project.
Syndication – The team placed a strong emphasis in the relationship with
the client, as we understood it was incredibly fruitful and enabled us to
collect all the information we needed to perform a successful project.
This was undoubtedly the most complete and challenging project I faced during my
master’s degree. Crafting a strategy to revamp Europ Assistance’s health business
line made us go through the entire consulting journey and witness the complexity
of being a consultant. This project reinforced my passion for strategy consulting and
made me realize the importance of having the right team. It was not only the
challenge that was interesting but the culture we managed to create in such a short
period of time that made our hard work and time devoted to the project worth it.
This project will be for sure my major takeaway from the university.
0. Initial Statements









5. In-depth Analysis (1/2)
The extensive analysis within this document is based on all the expert interviews, 
external meetings and conferences the team has attended over the past few weeks
















5. In-depth Analysis (2/2)
The industry forces naturally have a greater impact on the firm than the overall 
market trends, especially in a dynamic and changing industry
Source: Team based 30
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environment
5.1.1. Political and Legal Landscape (1/2)
Portugal is a politically stable country, although there is some social dissatisfaction 
especially intensified by the lack of quality in the SNS
Source: Eurostat, The World Bank, TheGlobalEconomy 31
Portugal
Political ID
Type of State: Since 1974,
Portugal is a republic based
on parliamentary
democracy with a multi-
party system
Current party: The party
system has been dominated
by the Socialist Party
(PS) and the Social
Democratic Party (PSD)
Political leaders: Marcelo
Rebelo de Sousa (PSD) is the
President of Portugal and,
consequently, the head of
state. António Costa (PS) is
the Prime Minister of
Portugal and, consequently,
the head of government
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Political Stability
 From 2013 onwards, there has been a constant growth of the political stability
index. By 2017, Portugal was in the 21st position worldwide, 3rd in the EU
 There has been a growing social dissatisfaction and, in 2018, the government
received over 700 pre-strike notifications being health service the most worrisome
 Health professionals recorded 176k days of absence due to strike reasons in 2018,
where they mainly claimed the defense of the National Health Service (SNS)
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 Whereas in 2018 the public expenditure in health of Portugal was clearly above
EU, in the last few years the decrease has been steep
 PS’ political agenda contemplates efforts towards the improvement of SNS, an
aspect already present in the 2015 program
 Portuguese people perception of the quality of SNS has been diminishing,
especially associated with the very high waiting time faced in public hospitals
Label: Portugal           EU
Label: Portugal           EU
5.1.1. Political and Legal Landscape (2/2)
Portuguese law has to comply with some EU directives, having recently adopted 
GDPR which is the most significant change in data privacy regulation in 20 years
Source: European Commission, Eurobarometer, Forbes 32
Portugal
Legal ID
Legal system: The Law of
Portugal is the legal system
that applies to Portugal, and
should be consistent with
the European Union law in
regard to corporate law,
administrative law and civil
procedure
Portuguese laws: The main
Portuguese laws include the
Constitution, the Civil Code,
the Penal Code, the Labor
Code and the Commercial
Societies Code (the latest
has been partially replaced
by new legislation)
Changes: Regulatory
changes have been made to
address personal
information security, where
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 The EU General Data Protection Regulation (GDPR) is considered the biggest and most significant change in data
privacy regulation in 20 years, and it is applied to EU-based companies or companies that collect EU citizens’ data
 The goal is to give the autonomy to citizens have a say regarding how their personal data is collected, who can
collect the data, where can that data be collected and how should be used
 Three principles underlie this law: privacy by design, meaning the software should be designed in a way to protect
customer data; security by default, to collect only service-related data; and create accountability on the companies
 The implementation of GDPR forced many companies to dump huge amounts of data, as they were not able to deal
with the costs of following the directives either for lack of knowledge or personal information that became illegal
 Compliance with GDPR costed Fortune 500 and FTSE 350 businesses around $9 billion in legal experts for advice,
advanced systems to cope with the requirements and consultants to help them with the organizational adaptation
 Sanctions for non-compliance with GDPR may amount up to a €20 million fine or to 4% of the annual global
turnover for a company
 The company must process personal data in a lawful and transparent manner, specify the purposes of collecting
such data from the user and collect only data that fulfill that purpose
 Personal information legally obtain by the company should only be stored for no longer than necessary for the
specified purposes for which it was collected
 To ensure the security of the personal data, companies are enforced to install technical and organizational
safeguards, to promote integrity and confidentiality of data
Country 2008 2018 Variation % EU
European 
Union $ 35 163 $ 38 079 8,3% -
Italy $ 37 954 $ 35 739 -5,8% 93,9%
Ireland $ 47 189 $ 70 855 50,2% 186,1%
Portugal $ 27 590 $ 28 687 4% 75,3%
Greece $ 31 881 $ 25 140 -21,1% 66,0%
5.1.2. Economic Landscape (1/2)
Portugal fully recovered its levels of wealth after-crisis, reflected not only in 
macroeconomic indicators, but also in gross disposable income per households




economy creates lower real
levels of wealth than the
European Average.
Gross Disposable Income
per household: almost 20%
lower than the EU average.
When compared to EU,
Portugal distributes directly
or indirectly an higher part
of its wealth to families.
 In 2018, Portugal surpassed the GDP pc PPP of 2008 in 4%. However, Portugal
recovered in a slower pace than the EU, representing now 75,3% (vs 78,5%)
 Portuguese wealth per person continues to not enable a high international
purchasing power
 When compared to countries that where also under intervention of IMF, Portugal
registered an on-average performance
National Wealth
 In 2017, Portuguese gross disposable income was 81% of the European average
(17 869 vs 22 158)
 Over the last years, Portuguese recovery followed the European pattern
 When comparing the levels of national wealth that are distributed to families,
Portuguese families receive a higher percentage than the European average
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Disposable Income
5.1.2. Economic Landscape (2/2)
Portuguese economic landscape has been showcasing a strong revamp, with benefits 
being clear with the spillovers in the employment rate and wealth redistribution 
















influenced by tourism and
government policies in
place.
 In 2018, Portugal reached the lowest unemployment rate of the last 15 years
(7%)
 Qualified workforce (people that have, at least, an undergraduate degree) has
4,5%
 Number of unemployed people is decreasing at a faster pace than the number of
job positions created
Unemployment Rate
 Over the last years, Portuguese inequality levels decreased by 15 percentage
points (32% in 2017 vs 38% in 2004)
 Portuguese government was mainly led by socialist parties that successfully run
wealth redistribution policies
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5.1.3. Demographic and Social Landscape (1/2)
Portugal’ demographics showcase a trend towards a clear ageing of the population, 
which poses an economic and social pressure in the country landscape
Source: INE, PORDATA
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Label: 0-64 years       Over 64 years
Elderly population: Portugal
has one of the highest
european ageing index,
which measures the ratio
between elderly people to
young people
Life expectancy’ increase:
Significant higher access to
health treatments in
Portugal, higher adoption of
active elderly lifestyles and
innovation in healthcare
have contributed to the
increase in life expetancy
Impacts: Workforce
decrease is a reality, which
poses a strong pressure in
social protection expenses
 Since 1960, the weight of elderly population regarding total population in
Portugal has been increasing significantly
 Portugal was ranked the 3rd country in the European ageing index, with a
projection to more than duplicate it from 147 to 317 in 2080
 An increase in this trend is forecasted to happen, with the number of people
above 64 years old predicted to grow more than 2 times until 2050
 With less manpower, not only less people will contribute to pensions payment as
the overall GDP of the country is affected
 The extent of the impact will depend on several factors, as later retirement age,
the rise of women in the job market and an increasing flow of migrants
 According to the economist Börsch-Supan, digitalization and the capacity to
diversificate investments to foreign countries is crucial for Portuguese firms
Label: Social protection’ expenses










5.1.3. Demographic and Social Landscape (2/2)
Portuguese people are improving their physical condition and eating habits, however
there are still several problems associated with burnout and lack of physical exercise
Source: INE, PORDATA, SNS
Education: There are more
graduates and fewer school
dropouts in Portugal, but the
country is still far from
meeting the EU's 2020
targets
Religion: Christianity is the
most prevalent religion in
Portugal, however, the
Portuguese, especially the
younger generation, feel less
and less identified with any
religion
Safety: Portugal is the 4th
most peaceful country in the
world with a low crime rate
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 In the last few years, there has been an increasing concern about mental health in Portugal. Currently, 14% of
people suffer from burnout in Portugal and one out of three workers is in risk of entering a burnout
 Call-center is often referred as one of the jobs that typically has higher stress levels. However, in the last few
years, Portuguese are choosing this path, namely due to a lack of choices in the job market
 The typical reasons referred as the main root-causes for burnout are stress caused by work deliverables, lack of
support from senior leadership and lack of progression perspectives in career
 Around 14% of annual deaths in Portugal are associated with physical inactivity, significantly above the world
average (below 10%), a factor that can be explained by the reduced time devoted to physical activity outside work
 In Portugal, only 45% of the population regularly devotes time to physical activity outside work, much bellow the
EU average (72%). The tide can turn with the increased interest in sports and increment of gym memberships
 The sedentary style of Portuguese leads to higher health and productivity costs, either through direct costs related
to the use of health services, or through indirect costs like absenteeism or reduced productivity
 Excessive intake of salt, sugar and trans fats, coupled with low levels of vegetable and fruit intake are among the
most harmful eating habits of Portuguese. WHO warns that the Portuguese are among the most overweight.
 The number of Portuguese going to fast food chains has been increasing in recent years, especially among 15-44
year olds, in parallel with growing consumption away from home and reduction in supermarket purchases
 Although tobacco in Portugal causes one death every 50 minutes, the average number of smokers in Portugal is
reducing year after year, being substantially lower than the European average
Portugal
Social ID
5.1.4. Technological Landscape (1/2)
Portugal is becoming one of Europe’s innovation hotspots as a result of major 
investments and favourable conditions on 3 key success factors
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 Although the global uncertainty among investors increased, Portugal manages to outperform its European peers in
attractiveness (52% vs 37% average)
 In 2018, 74 FDI projects with a total annual FDI inflow of approximately 5 billion USD were developed. These
investments created more than 6100 new jobs
 Highly competitive local talent pool - 7th best out of 63 countries in development of home-grown talent in 2018.
Recently, increasing attraction of global talent
 While there is still inequality in the distribution of digital skills among Portuguese, several initiatives to boost digital
literacy across the population were launched
 Portugal is fostering an innovation ecosystem with national and global input: Web Summit, StartUP Visa, 200M
Co-Investment Fund among other initiatives
 Significant R&D agreements between multinationals and universities were signed. E.g. large-scale collaboration
between Bosch and university of Minho
Portugal is in the 







1.38% is the 
impact of Web 
Summit in 
Portugal’s GDP
Label: Portugal           EU
Label: Startups Incubators           Impact on GDP (%)   
5.1.4. Technological Landscape (2/2)
The thriving startup scene and a solid digital infrastructure foster innovative solutions 
but the lagging technology adoption increases the importance of user-friendliness 
Sources: Team based, Startup Portugal, EU-Startups, Digital Economy and Society Index 2016-2019 38
Portugal
Adoption
Thriving startup scene: The
growing startup scene has




at the forefront of
technological infrastructure
in some categories, Portugal
has been investing to build










 The numbers of Portuguese startups and incubators have been continuously
growing with solid two-digit annual growth rates
 This thriving startup scene contributed 1.1% of the Portuguese GDP in 2018,
creating almost 5000 new jobs the same year
 Within these startups, several innovative healthcare solutions have been
developed. National startups, such as knok, are attracting vast market attention
 Among leaders in several categories of digital infrastructure such as FTTH/B
(with almost 100% coverage), internet connection speed or mobile connectivity
 However, technology adoption by Portuguese is still below European average. In
2018, 23% of the population never used the internet (vs. 11% on EU average)
 Nevertheless, as interactions with customers are becoming increasingly digital,
companies should focus on providing easily accessible and usable solutions
Booming startup scene in numbers
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5.2. Industry Synthesis
The industry is facing a significant transformation as technological solutions break 
into the market, along with increasing emphasis on comprehensive health insurance










Micro Context Main Insights
The existence of multiple companies with very specialized services makes it unattractive for them to be exclusive to a single partner, especially because they benefit from scale;
The likelihood of providers attempting to integrate vertically in this industry is greatly reduced, because it is an industry where it takes expertise and reputation that takes time;
Tech, medical and transportation companies end up being the key assistance providers in the health segment with a plurality of services that are difficult to develop internally;
Startups with disruptive business models are emerging, and they are shaking the assistance environment by its innovative ways of delivering services.
Providers
Landscape
Insurance companies, banks, hospitals, and travel agencies (brokers) are the major clients of assistance companies, with a very low involvement in B2C approaches;
In this industry, customer retention reigns over customer acquisition given the high effort-based and time-based switching costs, since it is hard to substitute a longstanding
relationship that has already been built between companies;
Clients often demand for innovative services so they can build an advantage over their own competitors and serve customers with the widest service portfolio.
Consumers top concerns relate to affordability, as costs are still the major pressing consumer concerns and needs; continuity, concerning insurance coverage and care provision;
digital as part of the healthcare delivery; and engagement, consumers want to make more informed decisions, but they lack collaboration and engagement
Insurers recognize the need to shift from a disease insurance to a comprehensive health insurance which includes prevention, disease treatment and aftercare services;
With the evolving needs of consumers, out-of-hospital delivery models and new hospital delivery models are emerging but a strategy to address elders is still unclear.
The development of innovative ways of delivering services with strong digital increment, in partnership with disruptive startups, enables companies to address the clients’
needs along with low R&D investments;
Additionally, the growing technology solutions help companies to decrease operational costs and increase ownership of data;
The need to shift from a disease insurance to a comprehensive health insurance help companies to diversify the service portfolio and reduce the risk of recurrent diseases.
This industry lacks transparency due the uncooperative environment amongst its players, which results in a reduced perception of the current state of industry to its stakeholders;
Although this absence of transparency exist, players tend to follow the business leader norms and approach, in what regards price, types of service and delivery mechanisms;
Digitalization is a top priority for competitors as it enables them to deliver services in an unparalleled way, better measure service evaluation and feedback, be constantly
available, more convenient, reduce operational costs, improve patient screening and reduce queues, among other considered benefits.
Customer acquisition is likely to be the biggest barrier to growth, which is reflected in historical data concerning changes of clients amongst competitors;
Lack of exclusive partner agreements facilitates the degree of replicability from other players in the industry, making the first mover advantage short lasting;
The uncooperative environment among players in the market makes the pace of development slower and more costly;
















5.3. Europ Assistance Portugal Synthesis (1/2)
In the assistance industry, the choices of consumers are driven by price, as they are 
not able to perceive significant differentiation in the offers of the different players
Source: Team based 40
Main Insights
The mission of the company is relieving the customers’ pain points, anytime, anywhere, being side-by-side with the clients when they need the most;
The vision of the company is to become the most reliable and trustworthy care company in the world, being focused in building trust with the customers;
The main value of the company is the CARE value, which means caring about the customers, being available and reliable and easy to work with.
EA is recognized by its quality in assistance, however, by being a generalist player, the firm is figuring out how to assure that knowledge is inserted in its value proposition;
Company offering in terms of health services remains very limited, relying too much in ad-hoc approaches and outsourcings, that risk customer- centricity positioning;
In terms of institutional clients, however, there are tools as the NPS to track the client satisfaction, however the outputs can be improved based on successful use cases.
Ongoing processes in the company that can have crucial impact in their services (NPS for final customer for example) should be speed-up to maintain pace with the market;
Internal processes’ coordination must be improved, as there are some constraints which exist due to lack of communication (example: pricing underestimates need of people);
Too much bureaucracy does not enable the agility of the company in the go-to-market strategy, an aspect that can be a severe obstacle in such a fast-paced industry.
The historical focus of the company in the B2B2C has guided the strategy of the firm, which is focused on institutional clients;
EA does not has the resources or the intention to focus on B2C, especially due to the likely cannibalization or retaliation from institutional clients;
Taking advantage of spare capacity in customer base is fulcral, in a market dominated by client retention in which the cross-sell of products to the same client assume relevance;
Large investments are made in human resources, with aspects as training with follow-ups in the job or training about recent topics (GDPR) conducted;
The firm has been implementing several programs (mentoring programs, for example) in order to increase the knowledge sharing;
Bugdet restrictions block several initiatives, such as communication-oriented tools, however, the strategy for EAG in the future (digitalization) can help set free some budget.
For tech partners, EA offer focuses on its customer base, and wide geographical presence, which can allow for giving scale to its partners;
Partners incentives are still not totally aligned with EA incentives, due to lack of exclusivity from EA and due to lack of high customer base in health business line;





























5.3. Europ Assistance Portugal Synthesis (2/2)
In the assistance industry, the choices of consumers are driven by price, as they are 
not able to perceive significant differentiation in the offers of the different players
Source: Team based 41
Main Insights
EA strives for a differentiated approach in the market, with several external stakeholders recognizing the difference in the service regarding other firms in the industry;
Nevertheless, EA still needs to fine-tune some processes towards client management, as the process of crafting and delivering a proposal, which is very bureaucratic;
In a certain sense, assistance still has to be “taught” to the final consumers, as it is not the first solution people think of when they have an emergency.
Similar offer between rivals makes it hard for the final consumer to differentiate the services he/she can access to, leading to the decision be based only on the price;
Lack of communication between the main stakeholders involved in crucial processes leads to delay regarding market innovations and to lack of agility in customer management;
Digitalization is a challenge in the industry, changing how call-centers operate, which results in a higher importance in the knowledge and added value of the call-center workers.
Opportunity to take on data management to keep fostering a powerful know-how in the company, in order to differentiate the services offered;
Knowledge must be shared in the company in order to ensure cross-sector learning and to ensure that vital knowledge does not depend upon a small number of stakeholders;
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Europ Assistance benefits from countless synergies, client base increment and 
exposure, by being affiliated to Generali Group and its inherent business ecosystem
Source: Team based, McKinsey, BCG 43
Europ Assistance
 Being part of Generali Group positively impacts client
retention, economies of scale and operational solidity
 EA benefits from having a lower risk of losing key
clients, as they are locked to the Generali ecosystem
 Economies of scale (cost savings) exist, as the company
consolidates processes and operations with the group
 In Portugal, the acquisition of Seguradoras Unidas
ensure operational solidity in the Portuguese market
 The operational solidity attained is not only at a
customer-level, but also through knowledge sharing
 Managerial synergies result from share of managerial
skills and improvements in operational efficiency
 Managerial skills shared between units help the firm to
define cohesive and stretching goals for the group
 Managerial skills from the a company like Generali are
special important in organizational transformation
 Well defined control mechanisms at the board level,
help sub-holdings to excel in performance every time
 Operational efficiency results in a better cost-control
but also in a constant pressure to grow revenues
 Financial synergies include a lower cost of capital,
improved access to capital and tax-related synergies
 The cost of capital is lower, as EA reduces the risk to
financial institutions by being part of a larger group
 As a sub-holding, EA benefits from the investment of
Generali in the improvement of services like health
 Additionally, EA increases the size of assets as being
part of Generali, thereby as a higher debt capacity
 Tax synergies are more unusual, as they occur due to


















EA will assume a key role in Generali’s ecosystem by being a life-time partner, 
enabling the firm to extend the services provided to its customers 
Source: Team based, Generali 44
Strategy and Value Proposition Strategic Initiatives Strategic Role
 The ecosystem works as a leverage for Generali to
become a life-time partner to its customers
 For this goal, the Group is shifting from protection
and compensation to prevention and service
 This transition enables the ecosystem to relationally
accompany the customer at all stages of their life
 The group places a strong emphasis on the healthcare,
as it is an area that speaks dearly to consumers
Property and casualty and special 
lines solutions
Generali Corporate and Commercial (GC&C)
Assistance and business travel 
risks
Europ Assistance (EA)
Integrated employee benefits 
solutions
Generali Employee Benefits (GEB) Network
Generali Global Health (GGH)
Client
 The ecosystem stresses a unique value proposition
through a 3 solution, 1 partner approach
 Europ Assistance is key for some of the strategic
initiatives, as being the life-time partner enabler
 The firm helps the ecosystem shift for prevention and
service, through its offer or partners in diverse areas
 In health, EA assumes a pivotal role by having the
responsibility to ensure the best service management
People, Brand, Sust.
SME value proposition and modular products
Customer-driven lifecycle solutions






New technologies and data strategy
Human Capital Strengthening
Life-Time partner






 Generali went through a successful financial (2012-
2015) and operational (2016-2018) turnaround
 Generali 2021 plan aims for “leveraging strengths to
accelerate growth”, with eleven strategic initiatives
 The strategic initiatives are divided into three pillars,
with people, brand and sustainability as the base
 Growth market segments like health and assistance





Given the existing overlap of services provided, Generali’s ecosystem is not exploiting 
the maximum value it can yield from the interaction of its companies
Source: Team based, Generali 45
 Established since 1993 in Portugal, Europ Assistance competes in the assistance
market, providing services that support customers at every stage of their life
 For the health BL, Europ Assistance mainly provides services from partners with a
short fraction of in-house production, that concerns more support services
 Europ Assistance’s clients are mainly competing in the insurance, financial and
medical industry, representing over 99% of the firm’s revenues in health by 2018
 In recent years, Generali has invested heavily in buying new companies to outpace
its rivals, being currently the second largest non-life insurance group in Portugal
 Among healthcare-acquired businesses, there are companies that also provide
services on their own or through partners, overlapping some services from EA
 The most striking example of overlap comes from AdvanceCare, that also has a
B2B2C business strategy, seeking for the same partners and has the same target
During 2015 Generali announced the “One Company” approach, a restructuring program that would concentrate ten product factories into a single product development engine to improve operating performance and to
create long-term value by 2018. According to Philippe Donnet, Generali Group CEO, “these actions will simplify processes, consolidate our distribution network, increase our product range and strengthen Generali brand.”
Europ Assistance Other companies within the ecosystem
“One Company” approach
 Inefficiencies can be analyzed at three levels, the first two arise from a double
cannibalization of clients and services, the third is the underuse of synergies
 Overlapping services in the ecosystem are causing companies to duplicate efforts
and investment that could be greatly reduced if companies worked together
 Overlapping customers for the same range of services puts companies from the
same ecosystem competing for the same pie, becoming each other’s rivals
 The under exploitation of synergies prevents companies from taking full





EA should comprehend carefully the needs of providers and clients, connecting them
and facilitating processes and communication between the ecosystem’s players
Source: Team based 46
External Market
Consumers top concerns relate to affordability, continuity, digital as
part of the healthcare delivery, and engagement with providers
Demand for a wide set of innovative solutions for their portfolio, but
incur in avoidable costs when working with numerous partners
Providers, usually specialized in a medical area, look for increasing










Being the bridge between providers, insurers and customers, EA enables the first two to save costs with relationship management and ultimately
ensures an affordable cost to the end-consumer, by deploying a comprehensive bundle of services that are cheaper than the sum of parts.
Healthcare companies are provided with the desired scale, by working with only one “client”. Insurance companies receive a wide set of innovative
solutions for their portfolio. Insured patients benefit from a service that covers the entire experience (continuity) and more digital solutions.
At the center of the the business ecosystem, EA would have the responsibility to curate data and facilitate relationships. Data helps companies to create
value-added products and services, and superior experiences, for customers. Easier relationships cut the burden of partnerships management.
6.2.1. Providers (1/2)
Source: Team based, BCG 47
Focusing on a specific set of providers allows remaining close to the company’s core 
DNA and benefit from the accumulated market knowledge
 The current health providers network is divided into two segments that are not
proportionally balanced. The majority of the services required to providers are
different types of consultations.
 Casualties are a less developed segment due to the less volume of requests. The
relationships with these providers are managed mostly on an ad-hoc basis,
which does not let EA to have bargaining power.
 Innovative services often arise in the network, such as teleconsultations with
psychologists, but they often do not get a significant amount of requests which
leads them to loose relevance.
 As part of an ecosystem, Europ Assistance should focus itself on the set of
providers where it is possible to leverage its resources and capabilities, working
as complements.
 If EA successfully implements customer data tracking measures within its
providers network, integrating it with ecosystem data, not only new revenue
streams will arise, but also opportunities to create new products/services.
 Narrowing EA’s focus to a set of providers, completing other fields with group




Medical at home Teleconsultation Video consultation Taxis/Uber Ambulances Ambulatory
services providers
Most relevant part of the health providers network Small part of the health network, serving as a complement
1.
As part of the Generali group and ecosystem, EA
should focus its efforts on providers in areas
close to its DNA and expertise
2.
Europ Assistance will benefit from synergies
within the group that will help the company
especially in fields away from its core
6.2.1. Providers (2/2)
EA can be a relevant partner for providers in health by unfolding unexplored 
interactions with them and leveraging its strong providers’ management 
Source: Team based, HBR, Ivey Business Journal, McKinsey, BCG 48
 Limited volume within health in
Portugal
 No dedicated employee for providers
management in health business line
 Lack of means and processes to
assure service quality provided by
partners
 Difficult to find providers with
innovative services that remain in the
market long enough to provide their
services
 Very considerable size and access to
market on a global level
 Strong providers management and
good associations on partner’s minds
 Broad network of providers form
other business lines
 Global access to information on
trends and innovative services as a
result of the group behind Europ
Assistance Portugal
Given the lack of volume in the Portuguese health market as well as lack of
dedicated human resource in providers management within health, the current
approach of building a providers' network on the promise of market access and











Spark innovation – engaging in co-innovation and co-creation of new
services with providers and potential providers
Reduce costs – implementing innovative sourcing processes (e.g. e-
tendering) allows to reduce costs of building providers network
Optimize service quality – giving individual provider a face enables service




Source: Team based, INE 49
Market dynamics highlight an increasing trend around private healthcare services, 






SNS e SRSPublic health
subsystems
Other public systemsInsurance companiesFamilies
Evolution of expenses on Healthcare products (y/y nominal growth %)
 Insurance companies and families are pushing the health investments in Portugal.
These segments are growing faster than the GDP (vs 3,6%).
 Health insurance represents now 12% of all private spending on health made in
Portugal. It grew 600% in 17 years (vs 70% of the whole healthcare spending).
 Families are increasingly looking for private healthcare products, mainly hospitals
and ambulatory services. These providers have the two biggest increase on
current spending Y/Y (5,5% and 4,4%, respectively).
 Current increase in the demand for private healthcare is growing at a faster pace
than the supply created. At the same time, the market is becoming more
concentrated around four players.
96%
1% 3%




 Health business line accounted for 2,17M GTO in Europ Assistance’s 2017 financial
reports. This business line serves mainly as a cross selling mechanism for EA.
 Insurance companies represent the majority of the revenues of health business
line (96%). Top 5 clients are insurers and sum up to 86% of the business line.
 The fastest growing segments are services and others. In more detail, these are
clients provide a differentiated service where Europ Assistance acts mainly through
assistance over the phone.
 There is no clear defined segmentation and targeting strategy from Europ
Assistance in the health market. In order to do so, I shift towards a proactive
approach is required.
Segmentation Private healthcare market
6.2.2. Clients (2/4)
Source: Team based, APS, DN, INE 50
Focusing on insurers and private healthcare providers as their target segments will 
allow EA to effectively cater their clients’ needs
 Private investments aim to fulfil the market opportunity created by the decrease
of capacity of the Portuguese national health system. Between 2018-20, 19
private hospitals are being created.
 Hospitals face the challenge of combining a convenient and excellent service with
increasing levels of demand. As an example, in 2019 the number of babies born in
private hospitals surpassed for the first time SNS.
 Services provided by players such as José de Mello Saúde are mainly consultations
(1,4 Million in the first six months of 2019 – increase of 5,8% Y/Y). They are
currently not exploring the potential of telemedicine or medical at home.
 Despite of the creation of smaller ambulatory healthcare providers to support
hospitals, there is a clear whitespace opportunity that can be fulfilled by EA,
mainly in post-treatment and elderly.
 2,6 million Portuguese people have now health insurance (1/3 through individual
contracts, 2/3 through group contracts). The average premium paid per person
reached 296€ on average.
 Health insurance market has been growing over the last years and is one of the
biggest investment priorities for insurers. In 2017, it represented 17% of all non
life written premiums.
 Claims costs are growing at a faster pace than premiums (8,8% vs 7,7%) which is
leading to margin decrease for insurance companies. This effect is been intensified
over the last months of activity.
 Claims payed per cover in 2017 were mainly in ambulatory (45%), a category
where Europ Assistance can play an important role in serving effectively and
efficiently customers.
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Thank you!
